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ASK TO SPEAK W TH <resp >
Hello, this is fromd | nmre Research G oup. W are working with the
Washi ngton State O fice of Financial Mnagement, or OFM on a survey to help
OFM better understand and provi de service that its custoners want.

Your name has been randomy sel ected for this tel ephone survey anong those who
have sone contact with OFM

I would like to confirmthat you have had sone type of contact with OFMin the
past 12 nonths. |s that correct?

51 Yes, have had cont act PRESS CODE @ nt 02
52 No/Don't know if had contact

02 Arrange call -back

09 Make appoi nt nment

19 Wong nunber/No | onger w th organization

60 WaAnts Expl anation sheet faxed first

PRESS F7 FOR | F NEEDED STATEMENTS PRESS F1 TO SCROLL AND SELECT ALL OTHER CODES

IF NOT AVAILABLE, ARRANGE CALL-BACK
14: Q2
By contact, | am including requesting information from OFM, providing information or

data TO OFM, using OFM publications, or using OFM computerized financial systems
such as AFRS BASS or BPS. Have you had any of these types of contacts?

(1/153)
TSSO =>|INTO04
No, had no contact..........cccccecvervvernnne
Don't know/Refused =>[NTO04
15: INTO5
Thank you for your time. | do want to speak with people who have had recent OFM
contact. Have agood day.
(1/154)
NO, had NO FECENE CONLACL.........cccueeeerereeerirereeieire s sesae et 61 =>/END
16: INTO4
The interview will take about 15 minutes, would this be a convenient time for you? IF NO,
ASK IF CAN SEND INFORMATION FAX PRESS F7 FOR IF NEEDED STATEMENTS
(1/156)
D = TSP D
02 ARRANGE CALL-BACK ...ttt eseseessssessssessesessssessssssssssssssssssssssssssssssens =>/NAME

09 ARRANGE APPOINTMENT ..o =>/NAME
60 FAX INFORMATION SHEET, THEN CALLBACK =>/FAX
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Before we proceed, | would like to assure you that this survey is totally
confidential. OFMw |l not know who has taken part in this survey.

Al responses will be conbined, and results will be presented to OFM based only
on the total of aggregated responses in the study.

| F NEEDED: Responses to sone of the questions will be published in an
appendi x to the report, but any nanes or other infornation that
could identify someone will be renoved.

First of all, which of these OFM product and service areas have you had
contact with in the past 12 nont hs?

1 The Budget Division of OFM
2 The OFM Statew de Accounting Consultants group |F NEEDED: This is the
group that produces the state administrative and accounti ng nanual, the
CAFR (CAFF-er), provides accounting training, and offers assistance
and consul ting on accounting issues
3 The Statew de Financial Systens group that supports such systens as
AFRS, APS ("apps"), TAPS (rhynes with apps), BASS (rhymes with grass),
or BPS
4 Personal Services Contracting G oup
5 O _Popul ati on_and_Forecasting G oup
6 None of the above/Don't know Refused PRESS CODE @6
IF NONE OF THE ABOVE, AND | F NEEDED NOT USED, PROBE: Let ne just confirm if
you use any of these products or services. The state adninistrative and
and accounting manual, the CAFR (CAFF-ER), any accounting training, or any OFM
assi stance or consulting on accounting issues. Have you used any of those in
the past 12 nonths? |F YES, CODE 2, IF NO, CODE 6

18: Q6
READ 1-5. UP TO 5 ANSWERS. PRESS ENTER TO CONTINUE $b

SCREEN: First of al, which of these OFM product and service areas have you had contact
with in the past 12 months?

(1/159 - 160 - 161 - 162 - 163)
The Budget DiviSioN Of OFM ..o ssessesesseessesessesenns 1
The OFM Statewide Accounting ConsuItantS Group............vcreeerneeemnersenesrecereceneeeens 2
The Statewide Financial Systems group
Personal Services Contracting Group..............
Population and Forecasting Group..........c.......
None of the above/Don't know/Refused

19: INTO6

Thank you for your time. | do want to speak with people who have had recent OFM
contact. Have agood day.

(1/164)
NONE OF THE ABOVE/DON'T KNOW/REFUSED ........cocoeovnineinerineeeireeeeneeneees 62 =>/END
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The follow ng questions ask you to rate OFM on several attributes based on your
experiences with themin the last twelve nonths. Pl ease use a 7 point scale
where 1 is the low or bottomof the scale, and 7 is high, or the top of the
scal e.

Thi nki ng about your experience in the past twelve nonths.

| F NEEDED: By experience, | nean either personal contact or through feedback
fromothers in your <word7 >

1 Continue PRESS CODE @q7
35: Q7A1

How well does the OFM Budget Division help your <word7 > succeed in carrying out its
responsihilities? Would you say, 1, not at al, 7, extremely well, or some number in
between?

(1/ 201)

Extremely Well ...
Don't know/Refused
[N =" o] o 1o o] = ST

36: Q7A2

How well does the OFM Statewide Accounting Consultants Group help your <word7 >
succeed in carrying out its responsibilities? (Would you say, 1, not at all, 7, extremely well,
or some number in between?)
(1/202)

EXUEMENY WEIL oo
DON't KNOW/REFUSE ..ottt sttt st ss e et se b st ebans 8
NOL QDPIICADIE ...t 9
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37 Q7A3A

Other than the Budget Division or Accounting Consultants, how well does OFM help your
<word7 > succeed in carrying out is responsibilities? (Would you say, 1, not at al, 7,
extremely well, or some number in between?)

( 1/ 203)

EXIFEMELY WEIL ..ottt
Don't know/Refused
NOL QDPIICADIE ...

38: Q7A3B

How well does OFM, overall, help your <word7 > succeed in carrying out its
responsihilities? Would you say, 1, not at al, 7, extremely well, or some number in
between?
(1/ 204)

Extremely well .................
Don't know/Refused
[N 01 =0 o 1o o] = ST

30: Q7B1

Overall, to what extent is the OFM Budget Division customer-service oriented? Would you
say, 1, not at all customer-service oriented, 7, extremely customer service oriented, or some
number in between?

( 1/ 205)

EXIFEMELY WEIL ...
Don't know/Refused
NOL QDPIICADIE ... et
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40: Q7B2

Overall, to what extent is the OFM Accounting Consultants Group customer-service
oriented? Would you say, 1, not at all customer-service oriented, 7, extremely customer
service oriented, or some number in between?

( 1/ 206)

EXIFEMELY WEIL ..ottt
Don't know/Refused
NOL QDPIICADIE ...

41; Q7B3A

Other than Budget or Accounting Consultants, to what extent is OFM customer-service
oriented? Would you say, 1, not at all customer-service oriented, 7, extremely customer
service oriented, or some number in between?
(1/207)

Extremely well .................
Don't know/Refused
[N =0 o 1Yo o] = ST

42: Q7B3B

Overall,to what extent is OFM customer-service oriented? Would you say, 1, not at all
customer-service oriented, 7, extremely customer service oriented, or some number in
between?

( 1/ 208)

EXIFEMELY WEIL ...
Don't know/Refused
NOL QDPIICADIE ... et
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43:
How useful to you are the OFM instructions for preparing the budget? Would you say, 1,
not at al, 7, extremely useful, or some humber in between?

Extremely Well ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

Q7C1

( 1/ 209)

47:

How would you rate the integrity of the information OFM provides to your <WORD7 >?
By integrity, | mean that the information is accurate, objective, trustworthy and credible.
Would you say 1, very low, 7 extremely high or some number in between?

Don't know/Refused
[N =" o] o 1o o] = ST

Q7D1

(1/213)

51:

|:>+1if NOT Q6 =3; ASK IFQ6=SYSTEMS

How well does the OFM Statewide Financial Systems Group equip you with the tools Y OU
need to do your job? Would you say 1, not at al, 7, extremely well, or some number in
between?

Extremely Well ...
Don't know/Refused
NOL QDPIICADIE ...t

Q7E

(1/217)
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55: Q7G1

How well does Personal Services Contracting Group meet your needs? Would you say 1,
not at all, 7, extremely well, or some number in between?
(1/221)

Extremely Well ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

59: Q?H

How would you rate OFM overall for helping you understand the fit between your agency's
priorities and the Governor's priorities? Would you say, 1, OFM does not help at al, 7,
OFM helps extremely well, or some number in between?
(1/ 225)

Helps extremely well
Don't know/Refused
[N =" o] o 1o o] = ST

60: Q7H1

WERE ANY COMMENTSVOLUNTEERED?
(1/226 - 228 - 230 - 232 - 234 - 236)

Yes, RECORD COMMENTS ...ttt ssesssss s sssssessssssnnes 01 O
N[0 T 02 X
61: WORD1
Wording only

(1/238)
Now, thinking of OFM @S @WROIE, .......covererurrirerirrerereereee e esesessessesennens 1
.................................................................................................................................................. 2

GILMORE RESEARCH GROUP
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62: Q7l

<wordl > Please rate the OFM COMMITMENT to helping your agency succeed. Usealif
you feel the commitment is very low, 7 if you feel the commitment is extremely high or any
number in between.
(1/239)

Extremely high ...
Don't know/Refused
NOL QDPIICADIE ...

63: Q7I1

WERE ANY COMMENTS VOLUNTEERED?
(1/ 240 - 242 - 244 - 246 - 248 - 250)

Yes, RECORD COMMENTS ...ttt sa s sne s s s s s stenesnens o1 O
o 02 X
64: Q7K

How well does OFM communicate and coordinate operations WITHIN its own agency?
Would you say, 1, not at all well, 7, exremely well, or some number in between?
(1/252)

EXITEMELY WEIL ...t
Don't know/Refused => Q7K3A
NOL QOPHICAIDIE ...ttt ettt s s snsenas => Q7K3A

65: Q7KA

WERE ANY COMMENTS VOLUNTEERED?
(1/253 - 255 - 257 - 259 - 261 - 263)
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66: Q7K1

Please rate the extent to which you feel OFM has IMPROVED the communication and
coordination WITHIN OFM within the past 12 months. Use a 1 if you feel there has been
no improvement at all, a 7 if there has been an extremely high degree of improvement, or
any number in between.
(1/ 265)

Extremely high improvement
DON't KNOW/REFUSEQ........eeeeereieree sttt
NOL QOPHICAIDIE ...ttt ettt s s snsenas

67; Q7K 2A
WERE ANY COMMENTSVOLUNTEERED?
(1/ 266 - 268 - 270 - 272 - 274 - 276)

Y S, RECORD COMMENTS .....coovvrrrrrmrrmsssssssssssssssssssssssssssssessssssssssssssssssssssssssssssssseee 01 O
IO et ssssemee R 02 X
68: Q7K3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of or less of to futher improve?

(1/278 - 280 - 282 - 284 - 286 - 288)
RECORD COMMENTS
Don't know/Not sure

69: Q7K3A
Did your agency have a supplemental budget proposal this past fall, in 19997
(11/290)
B (= T TP
NO oo
Don't Know/Not sUre..........cccveeenee => SKP8D
REFUSE ...ttt => SKP8D
70: Q7K4
Do you feel that the appeal s process for budget decisions has or has not improved over the
past several years?
(1/291)
HaS TMPIOVE.......cooiieicesecee ettt sttt s s nn e e 1
HaS NOt IMPIOVEd.......c.ceeeccercce sttt nnnas 2
DON'T KNOW/INOL SUFE......cecereeriiieeeestieessisessi e sess st 3 => SKP8D
REFUSE ...ttt 4 => SKP8D
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72: Q7K5
Do you feel it <word >
(1/293)
=> SKP8D
74: Q7K6

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What <worda > improvement would you like to see?

(11/295 - 297 - 299 - 301 - 303 - 305)

OLNEN(SPECITY) .vriivereeeieieieisieess sttt ettt b bbb b bbb ettt sesntesesanas 01 O
NO NEed fOr IMPIOVEMENL........cccccieireeeee e 02 N
Do not expect immediate replay/response from appealer ...........ocveveveceerereceesenenns 05 N
Additional time for apPEaAlS PrOCESS.......cccrurerectrrercrs ettt 10 N
M ore access,cooperation in decCi SiONS/I €SS SECTECY .....cuvrrerrrerresieererssesesesssssesresens 15 N
More/better personal communication N
Moretimely informati ON/feedDaCK .........oveeererecicrrisrcr e N
L eSS politiCal WIANGIING. ..ot ss s N
Make the process automated,El €CLIONIC .......c.cuveeereeirirenecerereeee s 35 N
Simplify the process,the jargon..........coveecrrenene e N
More/better ecplanation/iNfOrMBatioN..........ccveererrecrreerreereees s N
Notify customers before takiin action N
DON't KNOW/NOL SUME.......eieeieiriccee ettt X
REFUSE ...ttt bbbt bbbt X
80: X8A
The next series of questions deals with your interaction with the OFM Budget Division. For
these questions, please use the 7-point scale again. A 1 means you do NOT agree at all and
a 7 means you completely agree. (If you have not had persona experience, please just
answer based on what you may know or have heard or your perceptions of the OFM Budget
Division.)
(1/312)
CONLINUE ...ttt bbb bbb bbbt 1D
81: Q8AA
The context and rationale for OFM Budget decisions is explained to me or my <WORD7 >
(Would you say, 1: you don't agree at al, 7: you agree completely or some number in
between?)
(1/313)

Agree completely .............
Don't know/refused
NOL QDPIICADIE ...

GILMORE RESEARCH GROUP
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83: QSAB

The OFM Budget Division makes decisions in a timely manner. (Would you say, 1: you
don't agree at all, 7: you agree completely or some number in between?)

(1/315)
DON'T AGIEE AL @l ...t 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Agreecompletely ... el
Don't know/refused .8
NOL QDPIICADIE ... 9
84: Q8AB1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/316 - 318 - 320 - 322 - 324 - 326)
(@ 4TS 5071 =" ) ST
More in touch With @JENCIES ... s
Allow agencies more time to provided information
Don't know/Not sure

85: Q8AC

| am treated fairly by the OFM Budget Division. (Would you say, 1: you don't agree at all,
7: you agree completely or some humber in between?)
(11/328)

Agree completely .......cocoevverennn.
Don't know/refused
[N =0 o o= o) = SRR

86: Q8AD
Budget Division staff are courteous. (Would you say, 1: you don't agree at al, 7: you agree
completely or some number in between?)
(1/329)

w
ohwivk

F 0 == oo 1o)== T
Don't know/refused .
NOL QDPIICADIE ... 9

o No®

GILMORE RESEARCH GROUP
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87. QS8AE
Budget Division staff listen to me. (Would you say, 1: you don't agree at all, 7: you agree
completely or some number in between?)
(1/330)

Agreecompletely ...
Don't know/refused .
NOL QDPIICADIE ...

ol
DN Uhw

[{e]

88: Q8AF
Budget Division staff are accessible. (Would you say, 1: you don't agree at all, 7: you agree
conpletely or some number in between?)
(1/331)

Agree completely ......coeeniennnnns
Don't know/refused
[N =" o] o 1o o] = ST

89: Q8AG

Budget Division staff are responsive. (Would you say, 1: you don't agree at al, 7: you agree
completely or some number in between?)
(1/332)

Agree completely
Don't know/refused
NOL QDPIICADIE ...t

GILMORE RESEARCH GROUP
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90: Q8AH
The OFM Budget Division staff are technically knowledgeable. (Would you say, 1: you
don't agree at all, 7: you agree completely or some number in between?)
(1/333)
DON'T AGIEE AL @l ...t 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Agreecompletely ... el
Don't know/refused .8
NOL QDPIICADIE ... 9
9l. X8B
The next series of questions deals with your interaction with the Statewide Accounting
Consultants Group. For these questions, please use the 7-point scale again. A 1 means you
do NOT agree at al and a 7 means you completely agree. (If you have not had personal
experience, please just answer based on what you may know or have heard or your
perceptions of Statewide Accounting Consultants.)
(1/334)
L0 0111 1= TR 1D
92: Q8BA
The Accounting Consultants Group makes decisions in a timely manner. (Would you say,
1: you don't agree at all, 7: you agree completely or some number in between?)
(1/335)
[T A=To === - TP
2 et
T
Do
D ettt R RS R e R SRR A AR AR A A £ E b E et et nee e
B ettt ettt it s b AR R SRR SRR AL E AL E AR A £ bR b £ b et et neeas
Agree completely .......coeeniennenns
Don't know/Refused
[N =0 o o= o) = SRR
03: QBA1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or |ess of, to futher improve?

(1/336 - 338 - 340 - 342 - 344 - 346)

RECORD COMMENTS ...ttt st bbb b sn e
Don't know/Not sure

GILMORE RESEARCH GROUP
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o4: Q8BB

| can be involved in decisions of the Accounting Consultants Group that affect my job.
(Would you say, 1: you don't agree at all, 7: you agree completely or some number in
between?)
(1/348)

Agreecompletely ...,
Don't know/Refused
NOL PPIICADIE ...

95: Q8BB1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(11/349 - 351 - 353 - 355 - 357 - 359)
OLhEY (SPECITY).vreeeiereriirerires ettt
Allow more input from the agency .....
More specific procedure............cocoveeennee
MOretraining .....c..oeveeveeereeereennee
Don't know/Not sure.........ccccveeeee

9: Q8BC

| am treated fairly by the Accounting Consultants Group. (Would you say, 1: you don't
agree at all, 7: you agree completely or some number in between?)C
(1/361)

Agree completely .......cocoerverenne.
Don't know/Refused
[N =0 o 1Yo o] = TR

GILMORE RESEARCH GROUP
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o7 Q8BD

The Accounting Consultants staff are courteous. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/362)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

98: Q8BE

The Accounting Consultants staff listen to me. (Would you say, 1: you don't agree at all, 7:
you agree completely or some number in between?)
(1/ 363)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =" o] o 1o o] = ST

99: QSBF

The Accounting Consultants staff are accessible. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/ 364)

Agree completely
Don't know/Refused
NOL QDPIICADIE ...t

GILMORE RESEARCH GROUP
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100: Q8BG

The Accounting Consultants staff are responsive. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/365)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

101 Q8BH

The staff of the Accounting Consultants Group are technically knowledgeable. (Would you
say, 1: you don't agree at all, 7: you agree completely or some number in between?)
(1/ 366)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =" o] o 1o o] = ST

102: Q8BI

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What additional products or services could the Statewide Accounting Consultants Group
provide that would be useful to you?

(1/367-369 -371 -373 - 375 - 377)
OLNEY (SPECITY) uiiiereieieieieieeees sttt s bbbt et b s st sesntesesenas
M Ore/DEtter StAffiNG.....cceecerrrecer e
Improve accounting system/access/support ive/accessible
More/training/better /Eastern WA/QENEral.........ccvveeevvenvcinsessseseseeesseseens
M Ore/DEtter StAffiNG.....covereerrererrere st naes
More detail NANADOOKS..........cruieririreecireieitie et
INEErNEL BB WEBIBWEIE ..ot ee bbbt
More specific internet idexing
More Internet servicesthat INtErfaCe ...
Less political wrangler
IRS definitions.......cooveeeeererecenenen.
More help/interaction....................
Other MiSCElANEOUS........c.ciieiiririreeirirere ettt
They have all we need/have done every thing they can...........cccooevevvevvcinnnee
NOLhiNG iN PAICUIALN ... naes
DON't KNOW / NOL SUFE ...ttt ineis ettt

XXZ222222222222222Z2
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103: X8C

The next series of questions deals with your interaction with the Statewide Financial
Systems Group of OFM. For these questions, please use the 7-point scale again. A 1 means
you do NOT agree at all and a 7 means you completely agree. (If you have not had personal
experience, please just answer based on what you may know or have heard or your
perceptions of the Financial Systems Group.)
(1/379)
CONLINUE ...ttt bbbt 1D

104: Q8CA

| can be involved in the decisions of the Financial Systems Group that affect my job.
(Would you say, 1: you don't agree at all, 7: you agree completely or some number in
between?)
(1/380)

Agreecompletely ...,
Don't know/Refused
NOL QPPIICADIE ... oo

105; Q8CB

| am treated fairly by the Financial Systems group. (Would you say, 1. you don't agree at
all, 7: you agree completely or some number in between?)
(1/381)

Agree completely .......cocoevverennn.
Don't know/Refused
[N =0 o o= o) = SRR

106: Q8CC
The Financial Systems Group staff are courteous. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/382)

w
ohwivk

F 0 == oo 1o)== T
Don't know/Refused .
NOL QDPIICADIE ... 9

o No®
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107: Q8CD

The Financial Systems Group staff listen to me. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/383)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

108; Q8CE

The Financial Systems Group staff are accessible. (Would you say, 1: you don't agree at all,
7: you agree completely or some number in between?)
(1/384)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =" o] o 1o o] = ST

1009: Q8CF

The Financial Systems Group staff are responsive. (Would you say, 1: you don't agree at
all, 7: you agree completely or some number in between?)
(11/385)

Agree completely
Don't know/Refused
NOE BPPHCADIE ...
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110: Q8CG
The Financial Systems Group staff are technically knowledgeable. (Would you say, 1: you
don't agree at all, 7: you agree completely or some number in between?)
(1/386)
DON'T AGIEE AL @l ...t 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Agreecompletely ... el
Don't know/Refused .8
NOL QDPIICADIE ... 9
112: X8D
The next series of questions deals with your interaction with OFM. For these questions,
please use the 7-point scale again. A 1 means you do NOT agree at all and a 7 means you
completely agree. (If you have not had personal experience, please just answer based on
what you may know or have heard or your perceptions of the Population and Forecasting
Group.
(11/388)
L0 0111 1= TR 1D
113: X8D1
The next series of questions deals with your interaction with the Popul ation and Forecasting
Group of OFM. For these questions, please use the 7-point scale again. A 1 means you do
NOT agree at al and a 7 means you completely agree. (If you have not had personal
experience, please just answer based on what you may know or have heard or your
perceptions of the Population and Forecasting Group.
(1/389)
L0 0111 1= TR 1D
114. Q8DA
| am treated fairly by the Population and Forecasting group of OFM. (Would you say, 1:
you don't agree at all, 7: you agree completely or some number in between?)
(11/390)

OO 6
Agree completely .......ooeeieeenenns el
Don't know/Refused .8
Not applicable.......cccoevervevcrcrrinnnee .9
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115: Q8DB

Population and Forecasting Group staff are courteous. (Would you say, 1: you don't agree
at al, 7: you agree completely or some number in between?)
(1/391)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

116: Q8DC

Population and Forecasting Group staff listen to me. (Would you say, 1: you don't agree at
all, 7: you agree completely or some number in between?)
(1/392)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =0 o o= = TR

117 Q8DD

Population and Forecasting Group staff are accessible. (Would you say, 1: you don't agree
at al, 7: you agree completely or some number in between?)
(11/393)

Agree completely
Don't know/Refused
NOL QDPIICADIE ...t
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118:

Population and Forecasting Group staff are responsive. (Would you say, 1: you don't agree

at al, 7: you agree completely or some number in between?)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

Q8DE

(1/ 394)

119:

The OFM Population and Forecasting group staff are technically knowledgeable. (Would

you say, 1: you don't agree at all, 7: you agree completely or some number in between?)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =" o] o 1o o] = ST

Q8DF

(1/ 395)

120:
PROBE AND CLARIFY. PRESSENTER TO CONTINUE

What additional products or information could the Population and Forecasting Group

provide that would be useful to you?

Q8DG

(11/396 - 398 - 400 - 402 - 404 - 406)

OLNEY (SPECITY) uiiiereieieieieieeees sttt s bbbt et b s st sesntesesenas 01
M ore detail/specific forecasting geographically(county,city,unincorporated,
GMA'S,ZIPS,EtC,0raphiCS).....ccvucreiriicreeseseseisessssiesesssssssessssse st ssssssssessssssssesnns 02
More detail/specific forecasting with demographicand other subgrouping.............. 03
More frequent population UPUALES ........ccvueeeeureririeirereseesesesee s ssssssesesssssssssenns 04

Provide more information/help on technology (TIGER files,GM S,graphing)......... 05
Provide more background/simplify explantions on how projections are derived....06
Personnel interaction(listen to us,timely return of information)
Publish catalog of products/services/frequency of UPAEaLES.........cvvvereeeeneeerreremnernnnns
Provide various formats of data/data books............cveerrenrcrninccerreeereseee s
Comments about forms/clearer/SPECifiC ...
Additionaal internet products
ONEE MISC...cnetceeeetr ettt
They offer all we need/have done everything they can..........ccccoecvevvecvcinnee
NOLhiNG iN PAICUIALN ... naes
DON't KNOW / NOL SUFE ...ttt ineis ettt

N

XXzZz2z2zzZ2zZ2Z2Z222222Z22
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121: X8E

The next series of questions deals with your interaction with Personal Services Contracting
Group of OFM. For these questions, please use the 7-point scale again. A 1 means you do
NOT agree at all and a 7 means you completely agree. (If you have not had personal

experience, please just answer based on what you may know or have heard or your

perceptions of the Personal Services Contracting Group and its staff.)

( 1/ 408)
CONLINUE ...ttt ettt 1D
122: Q8EA
Personal Services Contracting Group makes decisions in a timely manner. (Would you say,
1: you don't agree at all, 7: you agree completely or some number in between?)
(1/ 409)
DON'T AGIEE AL @l ...t 1
2 s 2
S s w3
Do s A
D s ..D
B ettt R R AR R 6
AGree COMPIELETY ... et 7
Don't know/Refused .8
NOL QDPIICADIE ...t 9
123: Q8EA1

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/410 - 412 - 414 - 416 - 418 - 420)
RECORD COMMENTS
Don't know/Not sure

124 QSEB

| am treated fairly by Personal Services Contracting Group. (Would you say, 1: you don't
agree at all, 7: you agree completely or some number in between?)
(1/ 422)

AQGree COMPIELETY ..o e
Don't know/Refused
[N =T o) o 1o o) = SRR
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125: Q8EC

Personal Services Contracting Group staff are courteous. (Would you say, 1: you don't
agree at all, 7: you agree completely or some number in between?)

(1/423)
DON'T AGIEE AL @l ...t 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Agreecompletely ... el
Don't know/Refused .8
NOL QDPIICADIE ... 9
126: Q8ED
Personal Services Contracting Group staff listen to me. (Would you say, 1: you don't agree
at al, 7: you agree completely or some number in between?)
(1/ 424)
[T A=To === - TP 1
2 ettt AR SRR e R A A AR AR AR e AR e ee s 2
T w3
Do -
D et .5
B ettt .6
Agree completely ......coeeniennnnns el
Don't know/Refused 8
[N =" o] o 1o o] = ST 9
127: QS8EE
Personal Services Contracting Group staff are accessible. (Would you say, 1: you don't
agree at all, 7: you agree completely or some number in between?)
(1/ 425)
DON't AOrEE AL @ll ...ttt enenas
2 s
S s
Do
D s
B ettt
F 0 == oo 1o)== T
Don't know/Refused
NOL QDPIICADIE ...t
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128: Q8EF

Personal Services Contracting Group staff are responsive. (Would you say, 1: you don't
agree at all, 7: you agree completely or some number in between?)
(1/ 426)

Agreecompletely ...
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

129: Q8EG

Personal Services Contracting Group staff are technically knowledgeable. (Would you say,
1: you don't agree at all, 7: you agree completely or some number in between?)
(1/427)

Agree completely ......coeeniennnnns
Don't know/Refused
[N =" o] o 1o o] = ST

130: Q8EH

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What additional products or services could the Personal Services Contracting Group
provide that would be useful to you?

(1/428 - 430 - 432 - 434 - 436 - 438)
OLNEY (SPECITY) uiiiereieieieieieeees sttt s bbbt et b s st sesntesesenas 01
M OFe/DEEN trAINING.....cucveececreieccie st s bbb ss s s s s s s s nns 03
More website presence/more types of materials(means to get out info and news) .04

Clearer policy
They offer all we need/have done everything they can
NOthING 1N PAITICUIAN ......oeeeeieeeee e
DON't KNOW/NOL SUME........eeeeieerecicie st ss s sessas et s s sssssssesenns

XXzzzz2zZ22220
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131; Q9
READ 1-3

The next series of questions deals with OFM information. OFM provides 3 basic types of

information. Which of these 3 basic types do you use?

Doyou use.............
(11/ 440 - 442 - 444)
Policies and Procedures provided by OFM?..........coveenneveeinnensesesesssseesesssssessenenns 01
Dataprovided by any group Within OFM?.........cccminrenneisessesss s 02
Technical Assistance provided by OFM?.......cooerneceinnecesresse e

142: X9A

The next series of questions deals with policies and procedures information...
Would you say that OFM's policies and procedures are....
(1/ 469)
CONLINUE ...ttt 1

143: QOAA

(Would you say that OFM's policies and procedures are....) Understandable? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)
(1/ 470)

Very highrating .......cccoveeneenenn.
Don't know/Refused
NOL QPPIICADIE ... oo

144 Q9AB

(Would you say that OFM's policies and procedures are....) Useful? (Would you say, 1, an
extremely low rating, 7, an extremely high rating, or some number in between?)

(1/ 471)

Very highrating ......cccceeecvvcennnne.
Don't know/Refused .
[N =0 o o= o) = SRR 9
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145:

(Would you say that OFM's policies and procedures are....) Timely? (Would you say, 1, an

extremely low rating, 7, an extremely high rating, or some number in between?)

Very highrating ......c.ooceeveeneeennee.
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

Q9AC

(1/472)

146:

(Would you say that OFM's policies and procedures are....) Complete? (Would you say, 1,

an extremely low rating, 7, an extremely high rating, or some number in between?)

Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST

Q9AD

(1/ 473)

147:

(Would you say that OFM's policies and procedures are....) In the format | prefer? (Would
you say, 1, an extremely low rating, 7, an extremely high rating, or some number in

between?)

IN
ook wik

RV A= VA 4o = T T
Don't know/Refused
NOL QDPIICADIE ...t

QOAE

(1/ 474)

148:

The next series of questions deals with data provided by OFM ....
would you say that data provided by OFM is...

(0] 0111 011 =TT 1

X9B

(1/ 475)
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149:

(would you say that data provided by OFM is..) Understandable? (Would you say, 1, an
extremely low rating, 7, an extremely high rating, or some number in between?)

Very highrating ......c.ooceeveeneeennee.
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

Q9BA

(1/ 476)

150:

(would you say that data provided by OFM is..) Useful? (Would you say, 1, an extremely
low rating, 7, an extremely high rating, or some number in between?)

Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST

Q9BB

(1/ 477)

151:

(would you say that data provided by OFM is..) Accurate? (Would you say, 1, an extremely
low rating, 7, an extremely high rating, or some number in between?)

Very highrating
Don't know/Refused
NOL QDPIICADIE ...t

Q9BC

(1/ 478)
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152:

(would you say that data provided by OFM is..) Unbiased? (Would you say, 1, an extremely
low rating, 7, an extremely high rating, or some number in between?)

Very highrating ......c.ooceeveeneeennee.
Don't know/ Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

Q9BD

(1/ 479)

153:

(would you say that data provided by OFM is..) Timely? (Would you say, 1, an extremely
low rating, 7, an extremely high rating, or some number in between?)

Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST

Q9BE

( 1/ 480)

154:

(would you say that data provided by OFM is..) Complete? (Would you say, 1, an
extremely low rating, 7, an extremely high rating, or some number in between?)

Very highrating
Don't know/Refused
NOL QDPIICADIE ...t

Q9BF

(1/ 481)
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155: Q9BG

(would you say that data provided by OFM is..) in the format | prefer? (Would you say, 1,
an extremely low rating, 7, an extremely high rating, or some number in between?)
(1/482)

Very highrating ......c.ooceeveeneeennee.
Don't know/Refused
NOL QDPIICADIE ...

156: Q9BH

(would you say that data provided by OFM is..) Credible? (Would you say, 1, an extremely
low rating, 7, an extremely high rating, or some number in between?)
(1/ 483)

Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST

157: Q9C

The next series of questions deals with technical assistance provided by OFM..
Would you say that the technical assistance provided by OFM is...
(1/ 484)
CONLINUE ...ttt bbb bbb ettt 1D

158; Q9CA

(Would you say that the technical assistance provided by OFM is..) Understandable?
(Would you say, 1, an extremely low rating, 7, an extremely high rating, or some number in
between?)
(1/ 485)

Very highrating ......ccccceceevvecenne.
Don't know/Refused
[N =" o) o 1Yo o] = ST PTR
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159: Q9oCB
(Would you say that the technical assistance provided by OFM is..) Useful? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)
( 1/ 486)
EXIreMElY [OW FAING ...ttt nanaas 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Very highrating ......c.ooceeveeneeennee. el
Don't know/Refused .8
NOL QDPIICADIE ... 9
160: Q9CC
(Would you say that the technical assistance provided by OFM is..) Accurate? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)
(11/487)
Extremely low rating
2 ettt AR SRR e R A A AR AR AR e AR e ee s
T
Do
D et
B ettt
Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST
161: Q9CD
(Would you say that the technical assistance provided by OFM is..) Unbiased? (Would you
say, 1, anextremely low rating, 7, an extremely high rating, or some number in between?)
(11/ 488)

Very highrating
Don't know/Refused
NOL QDPIICADIE ...t
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162: Q9CE

(Would you say that the technical assistance provided by OFM is..) Timely? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)

(11/ 489)
EXIreMElY [OW FAING ...ttt nanaas 1
2 R R AR AR AR R bbb bbb 2
1 OO PO OT SO 3
Do s A
D s ..D
B ettt s .6
Very highrating ......c.ooceeveeneeennee. el
Don't know/Refused .8
NOL QDPIICADIE ... 9
163: QO9CF
(Would you say that the technical assistance provided by OFM is..) Complete? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)
(11/490)
Extremely low rating
2 ettt AR SRR e R A A AR AR AR e AR e ee s
T
Do
D et
B ettt
Very highrating......cccceoeeeececenenns
Don't know/Refused
[N =" o] o 1o o] = ST
164: QICG
(Would you say that the technical assistance provided by OFM is..) In the format | prefer?
(Would you say, 1, an extremely low rating, 7, an extremely high rating, or some number in
between?)
(1/491)
Extremely low rating 1
2 s 2
S s w3
Do A
D s ..D
B ettt R R AR R AR 6
RV A= VA 4o = T T
Don't know/Refused
NOL QDPIICADIE ...t
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165: Q9CH

(Would you say that the technical assistance provided by OFM is..) Credible? (Would you
say, 1, an extremely low rating, 7, an extremely high rating, or some number in between?)
(1/492)

Very highrating ......c.ooceeveeneeennee.
Don't know/Refused .
NOL QDPIICADIE ... 9

ol
DN Uhw

166: Q9D

On that same scale, how would you rate, OVERALL, the information you receive from all
parts of OFM? (Would you say, 1, an extremely low rating, 7, an extremely high rating, or
some number in between?)
(1/493)

Very high rating
Don't know/Refused
[N =" o] o 1o o] = ST

167: XQ10

OFM offersavariety of products and services. I'm going to ask you about specific products
and services that you may use. For each, I'll ask you to rate itsimportance to you for doing
your job. If you do not useit at all in your job, please just tell me so. Again, please use a 1-
7 scale, with 1 meaning not at all important and 7 meaning extremely important.
Thefirgtis.......
(11/ 494)
CONLINUE ...ttt ea bbb bbb bbbt 1

168: Q10A

How important to you are the products and services you receive from the Budget Division?
(Would you say, 1: not at all important, 7: extremely important, or some number in
between?)
( 11/ 495)

Extremely important...........ccoce...
Don't know/Refused...........cvueeenee
Do not use/Not applicable
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169: Q10B

Thinking about the Statewide Accounting Consultants Group, how important to you is the
consulting and technical support for accounting? (Would you say, 1: not at al important, 7:
extremely important, or some number in between?)
( 1/ 496)

Extremely important
Don't know/Refused
Do not use/Not applicable

170; Q10C

(Thinking about the Accounting Consultants Group,) How important to you is the
administrative and accounting policies and procedures? (Would you say, 1: not at al
important, 7: extremely important, or some number in between?)
(1/497)

Extremely important
Don't know/Refused
Do not use/Not applicable

171: Q10D

How important to you are the Personal Services Contracting services that OFM provides?
(Would you say, 1. not at al important, 7. extremely important, or some number in
between?)
( 11/ 498)

EXIremely iMPOITANL.......coveeieiieeeri e 7
Don't know/Refused
Do Not USE/NOt 8PPIICAIDIE ..ot 9
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172: Q10E

How important to you are the Population and Forecasting products and services, such as
population estimates, the OFM Data Book, or Population Trends for the State of
Washington? (Would you say, 1: not at all important, 7: extremely important, or some
number in between?)
(11/499)

EXIremelY iMPOITANL.......coveerieeieeri s
Don't know/Refused
Do not use/Not applicable

173; XQ10G
Thinking about The STATEWIDE FINANCIAL SYSTEMS GROUP, how important is it
to you that the Financial Systems Group supports your agency in the following business
areas?
Thefirgtis....

Q10G

(How important is it to you that the Financial Systems Group supports your agency in the
following business areas?) Systems that support payment and the management of accounts
payable. (Would you say, 1: not at all important, 7: extremely important, or some number in
between?)
(1/501)

EXIremely iMPOITANL.......cvvceieeeieeet et
Don't know/Refused
Do not use/Not applicable

175: Q10H

(How important is it to you that the Financial Systems Group supports your agency in the
following business areas?) Systems that support receipts and the management of accounts
receivable (Would you say, 1. not at al important, 7: extremely important, or some number
in between?)
(1/502)

Extremely important
Don't know/Refused

GILMORE RESEARCH GROUP



C99077 OFM Customer Satisfaction 36
Final Questionnaire June 1999

176:

(How important is it to you that the Financial Systems Group supports your agency in the
following business areas?) Systems that support the preparation and submittal of budget
requests and allotments. (Would you say, 1: not at all important, 7: extremely important, or
some number in between?)

EXIremelY iMPOITANL.......coveerieeieeri s
DON't KNOW/REFUSEQ........eeeeereieree sttt
Do not use/Not applicable

Q10

( 1/ 503)

177

(How important is it to you that the Financial Systems Group supports your agency in the
following business areas?) Systems that support time collection, labor distribution, and cost
allocation.(Would you say, 1: not at al important, 7: extremely important or some number
in between?)

EXIremElY IMPOITaNt........ccccocueerericier st se st ss st ssssnsesnsennens
DON't KNOW/REFUSEM. ..ottt
Do not use/Not applicable

Q10J

( 1/ 504)

178:

(How important is it to you that the Financial Systems Group supports your agency in the
following business areas?) Information that supports financial management. (Would you
say, 1. not at all important, 7: extremely important, or some number in between?)

Extremely important...........c.ccce...
Don't know/Refused...........ccceeu.e.
Do not use/Not applicable

Q10K

( 1/ 505)

179:

Thinking of these same products and services, please tell me how satisfied you are with
each. Thistime, 1 means not at all satisfied and 7 means completely satisfied.

(000 01 (1 U< 1

Q11

( 1/ 506)
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180: Q1A

How satisfied are you with the products and services you receive from the Budget
Division? (Would you say, 1: not at all satisfied, 7: completely satisfied, or some number in
between?)
(11/507)

Completely satisfied
Don't know/Refused
Do not use/Not applicable

181 QlIAL

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/508 - 510 - 512 - 514 - 516 - 518)

ATl OLNEE ISSUES......eteieecerireeeeie ettt eseeas sttt st essennnse s 01 O
Issues related to reports/infOrMatioN ... 05 N
Issues related to personnel or level of training/knowledge...........coocneneecnerennernenen 10 N
Issues related to the process/SyStEMS USEd.........cccuiieriinerseesss s ssssens 15 N
Unclear;confused,out of date;overly COMPIEX........ooviererinenenencncieseseseeseesseseeseeens 17 N
More/better communication N
More responsiveness N
Morehelp .coevveceeriennas N
Don't know/Not sure........ X
Refused.......oocveerrecenennn. X
182: Q11A2

Think back to how you would have rated the Budget Division a year ago. Is your
satisfaction today higher, lower, or about the same as 12 months ago?

( 1/ 520)
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183: Q11A3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What, specifically has the Budget Division staff done over the past year that has made you
more satisfied?
(1/521 - 523 - 525 - 527 - 529 - 531)

(@1 0= o= ot 1Y) OO oL O
Internet system/informati uon/toolS iMProvemMENt .........ccccvveeeevereeeneseee s 05 N
Communication improvements/clearer/more frequent...........ooveevveerrereeseneseneens 10 N
Improved personnel/personnel change/attitude change.........cccoovvevevvecccvencceennn, 11 N
Information sharing/MOore tiMElY ... s 12 N
Clearer/bett budget INSEFUCLION.........cvuirieerrecrrereee e 13 N
More accessibility/outreach t0 8gENCIES..........ovr e 20 N
Consolidating reporting system N
Budget devel opent system..........ccc...... N
Better eXplanalion..........cocooeeviiierirsiiessseseres s N
TS L= U= 11 oo N
Don't know/Not sure X
REFUSEA ...ttt bbbt X

184: Q11B

Thinking about the Statewide Accounting Consultants Group, how satisfied are you with
their consulting and technical support for accounting? (Would you say, 1: not at all
satisfied, 7: completely satisfied, or some number in between?)
(11/533)

Completely satisfied
Don't know/Refused
Do not use/Not applicable

185: Q11B1

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/534 -536 - 538 - 540 - 542 - 544)
(10T o 1= o TP 0L O
MOFE INEEIACTION ...ttt 05 N
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186: Q11C

How satified are you with the Accounting Consultants Group's policies and procedures
regarding administrative and accounting issues? (Would you say, 1: not at all satisfied, 7:
completely satisfied, or some number in between?)
(1/546)

Completely satisfied.......c.ccnurennee.
DON't KNOW/REFUSEA........eeeee sttt sennans
Do not use/Not applicable

187: Q1l1C1

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/547 -549 - 551 - 553 - 555 - 557)
Other (SPECITIEA) ...vuvveriererereeciree e
More specific policies/procedered......
More detailed information....................
Don't know/Not sure.........ccccveneee

XXZ22Z20

188: Q11C2

Think back to how you would have rated the Accounting Consultants Group a year ago. Is
your satisfaction today higher, lower, or about the same as 12 months ago?

( 1/ 559)

189: Q11C3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What, specifically has the Accounting Consultants staff done over the past year that has
made you more satisfied?
(1/560 - 562 - 564 - 566 - 568 - 570)

Internet information/manual on-line/fund transfer ...
More knowledge/more information..........cocoveevnneresnenesenesesesesese s
Better/more timely COMMUNICALION ..........c.cccvveccteereeeeee e
Training/crosstraining of Staff ..o
Streamline/simplified policies and procedure/direction
More accessibl€/MOre FESPONSIVE.........cvuereiririrrsiessesee et ssessssssesesssssssesssnes
SYSLEM IMPIOVIMENTS.....c.cueieiicicieirees st s st es e sssesssnsnsees
Manual IMPFrOVEMENL ........ccocururerrereeirereseseresesssesesessesssasesssssesesssessssesssssessesssssnsssssssessessns
Don't know/Not sure

X XZ2zZ2zZ2zZ2zZ2z222Z2
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190: Q11D

How satisfied are you with products and services received from the Personal Services
Contracting Group, including the Guide to Personal Service Contracting? (Would you say,
1: not at all satisfied, 7: completely satisfied, or some number in between?)
(1/572)

Completely satisfied.......c.ccnurennee.
DON't KNOW/REFUSEA........ceeeeeirieicee sttt sses sttt senssessesennens
Do not use/Not applicable

191 Q11D1

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/573 - 575 - 577 - 579 - 581 - 583)

I nformation-consistency
Don't know/Not sure..........ccccuu.....

192: Q11D2

Think back to how you would have rated the Personal Services Contracting Group a year
ago. Isyour satisfaction today higher, lower, or about the same as 12 months ago?
( 1/ 585)

193: Q11D3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What, specifically has the Personal Services Contracting staff done over the past year that
has made you more satisfied?
(1/586 - 588 - 590 - 592 - 594 - 596)

Improved manuall/systems/training
M OFE FESPONSIVE. ...ttt
Service orientation.........ccccoveveueee.

Better directions/simplified
More accessible/helpful ................

194: Q11E

How satisfied are you with the Population and Forecasting Group products and services,
such as population estimates, the OFM Data Book, or Population Trends for the State of
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Washington? (Would you say, 1: not at al satisfied, 7: completely satisfied, or some
number in between?)
(11/598)

Completely satisfied
Don't know/Refused
(Do R (o1 aUIS=Tl N Lol o] FTox=1 o] 1= TR

195: Q11E1

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/599 - 601 - 603 - 605 - 607 - 609)
RECORD COMMENTS
Don't know/Not sure

196: Q11E2

Think back to how you would have rated the Population and Forecasting Group a year ago.
Isyour satisfaction today higher, lower, or about the same as 12 months ago?

(1/611)

197: Q11E3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What, specifically has the Population and Forecasting staff done over the past year that has
made you more satisfied?
(1/612 - 614 - 616 - 618 - 620 - 622)
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198: Q11G

Thinking about the statewide Financial Systems Group, how satisfied are you with the way
the Financial Systems Group meets your agency's business needs in payment and the
management of accounts payable. (Would you say, 1. not at all satisfied, 7: completely
satisfied, or some number in between?)
(1/624)

COMPIELElY SALISFIEA. ..o
DON't KNOW/REFUSEQ........eeeeereieree sttt
Do not use/Not applicable

199: Q11G1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/625 - 627 - 629 - 631 - 633 - 635)

200: Q11H

How satisfied are you with the way the Financial Systems Group meets your agency's
business needs in Systems that support receipts and the management of accounts receivable.
(Would you say, 1: not at all satisfied, 7: completely satisfied, or some number in between?

)
(1/637)

Completely satisfied.......cccovunnnnee.
Don't know/Refused..........ccveuenee
Do not use/Not applicable

201: Q11H1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/638 - 640 - 642 - 644 - 646 - 648)
RECORD COMMENTS
Don't Know/Not sUre..........cccveeeene.
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202: Q11l

How satisfied are you with (the way the Financial Systems Group meets your agency's
business needsin) preparation and submittal of budget requests and allotments. (Would you
say, 1. not at all satisfied, 7: completely satisfied, or some number in between?)
(1/ 650)

Completely satisfied.......c.ccnurennee.
DON't KNOW/REFUSEA........eeeee sttt sennans
Do not use/Not applicable

203: Q111

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/651 - 653 - 655 - 657 - 659 - 661)

Interact Withthe 8gENCIES ..o s
Redo/devel op better systems/eliminate use of mainframe computer.
Personnel improvements/traiNiNg.........ooceereerneeeeee s
[MPrOVE CUSLOMES SEIVICE ...evuieercereeerencereneesess s iseas s sesse s ses st ssesssnees
DON't KNOW/NOL SUME.......oeeceeiereceeiseeeisise ettt

204: Q11J

How satisfied are you with (the way the Financia Systems Group meets your agency's
business needs in) time collection, labor distribution, and cost allocation? (Would you say,
1: not at all satisfied, 7: completely satisfied, or some number in between?)
(1/663)

COMPIEENY SASHEU oo
DON't KNOW/REFUSEA.........eeeeeeeerecicie st sses e ssse s ssssssssssssssssnssensens
Do not use/Not applicable

205: Q11J1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?
(1/664 - 666 - 668 - 670 - 672 - 674)

RECORD COMMENTS ...ttt s 01 O
DON't KNOW/NOL SUTE........eveeiieecteieesee ettt es bbbt as s ss e be s e besssesbensnnnns 98 X
[ S U< 99 X

GILMORE RESEARCH GROUP



C99077 OFM Customer Satisfaction 44
Final Questionnaire June 1999

206: Q11K

How satisfied are you with (the way the Financial Systems Group meets your agency's
business needs in) information that supports financial management? (Would you say, 1: not
at al satisfied, 7: completely satisfied, or some number in between?)
(1/676)

Completely satisfied.......c.ccnurennee.
DON't KNOW/REFUSEA........eeeee sttt sennans
Do not use/Not applicable

207 QLIK1

PROBE AND CLARIFY PRESSENTER TO CONTINUE
What would you like to see them do more of, or less of, to futher improve?

(1/677 - 679 - 681 - 683 - 685 - 687)
RECORD COMMENTS
Don't know/Not sure

208: Q11K 2

Think back to how you would have rated the Statewide Financial Systems a year ago. Is
your overall satisfaction today on these systems higher, lower or about the same as 12
months ago?
(1/689)

200: Q11K3

PROBE AND CLARIFY. PRESSENTER TO CONTINUE
What, specifically has the Financial Systems staff done over the past year that has made
you more satisfied?
(1/690 - 692 - 694 - 696 - 698 - 700)

Intranet/electronic availability of information
PErSONNEIIEINING ..o
Timely informatiive FESPONSE........ccvvveerivereirreree et ees
Friendly/hel pfUl/TESPONSES .......ccuevrieeerece ettt naes
WEDSItE IMPIOVEMENES.......coiveceerreccte st saes
FASTRACK-SPECITIC MENLION ..ottt naes
Better COMMUNICBLION ..ottt
Systems;changes/improvements/additions..............cocerreeeennenccisssss s
DON't KNOW/NOL SUFE......c.corieeriererienissineseiseis st st sss s

XXZ2Z2Z2222220
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210:

Now, | would like to ask you some questions about your agency, employment, and
interaction with OFM. Y our responses are used only for statistical classification of the data.

(O00] 0111 0 LU L 1

FEWQ

(1/702)

211.
First, what is your Agency or Organization?

City/town/municipality/county
All Other ...
Don't know/not sure,

222220

Q13

(1/ 703)

212

READ 1-97
Which type of functional areaareyou in?

Planning/Community DeVEIOPMENT ......c..cccccueviicciereseeeesesee s ssenns 03
Technical/Information systems
RESEAICH ...t bbb
Li@ISON GIOUD ..cucucveiieieserereesetessessseessessssssssessssssssssesssssesssssssssssssssessssssssssesssssssesssssssessssnns
Independent consultant
AdMiNiStratiVe-geNErally ..o
ContraCtsy/grantS/PUICNING .......c.cvieeeireeerreereeree e
Financial-generally
POLICY ettt s

JUAICIEL ...ttt bbbttt

Director/deputy/exeutive Management ..........cooceveererirenenesiseesesesssesesessssssssssssssssssssens 13
Programgenerally ... 14
LI 1 o PSRRI 15
Capital/facilites/property ManagemeNt ..........ccccevereeerneressenesessssessesssssesessssessssssseees 16
HUM@IN FESOUICES........ceeiriiirinieiiste st

Communications/PR
AL OENEL ..ottt bbb bbbttt
Or, some other area? (SPECIFY)

COZ2ZZ2Z2Z2Z2Z2Z2Z22Z222Z22Z2222Z2

X X

Q14

(1/ 705 - 707 - 709)
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213
READ 1-97 |IF NEEDED

How often do you have contact with OFM? IF NEEDED: By contact, | am including
requesting information from OFM, providing information or data TO OFM, using OFM

publications, or using OFM computerized financial systems such as AFRS.

SIX TMES AYEAN .....ooceerireeriree ettt s
Semi annually
Or something else? (SPECIFY)

Q15

(1/711)

214.
READ 1-5
When was your most recent contact with OFM?Wasitinthe. . .

PASE WEEK? ...ttt st b b b e b et n b st anabans 1
Past month?..........cccoouu...

Q16

(1/713)

215:

How long have you been employed with the state?
ENTER Q0 IF LESSTHAN 1 YEAR

Q19A

(1/714)

216:

IF DON'T KNOW/NOT SURE, SAY: Just give me your best estimate
What is the population of your local government?

Q198

(1/ 716)
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217:

How long have you worked in a position where you have contact with OFM?
ENTER Q0 IF LESSTHAN 1 YEAR

Q20

(1/ 725)

218:

How long have you been employed in your current agency?
ENTER Q0 IFLESSTHAN 1 YEAR

Q21

(1/727)

219:
CLARIFY. PRESSENTER TO CONTINUE

| have these final questions: What one or two things, if any, has OFM done over the past

two years that have been of help to you or your organization?

Q22

(1/729 -731-733-735-737 - 739)

N L1 3 PP TR 01
Coordination,getting people to the table; help interface with legislature.................. 02
Providing good/credible/unbiased/up to date information............ccecevveverenieeenensennn. 05
K nowledge/expertise of personel intheir speciaties/leadership......c.cccccoeveveccevennnas 10
Smooth fast direct processing of infOrmation..........ccceeeeeenvenecssesee s 15
POIICY QIFECLIVES ... s st 20
Accounting/AFRS/ADD support and information...........cceeeeernesenenesnesessseesnens 25
Budget process/informati on/assi stance/BA SS SYStEM.......ccccuvvevreeeeneresenesesesessnenens 26
Forecasting MethOdS/fOrMELS ..o ssssae s 27
Manual s/written instructioNs/iMProVEMENtS..........ccverereerenensneseseeeseee e ssesenees 30
TrEAINING/SEMINGIS ...c.cevureeereeer et
FASTRACK-specific mention
Travel System-SPECIfiC MENTION.......c.ocrercrree e 36
CensusinformMatiN/IraiNING ........ccccreeenieesee et ss e s sesesesenas 40
Development of new sytems/teChNOIOgY .......ccccevreererinineneniseeeseeee e 45
POPUIBLTION QIVISION......cuiiicecteicce et ae s s s s s s nnas 50
PErsoNal SErVICE CONLACES........cruiuriiireucireis ittt 55
Payments/disbursements
TECNICAl BSSISLANCE.......eceeeeeree et
CONSUIANES/CONSUITING. ...vevreiereeirereeeereseses e e sesssesesessss e s s s ssssseesesssssessessnenes
Getting iNPUL FrOM G0ENCIES ......cvvveceerereeee st sa s sesnsneees 75
Intranet/internet/on-line information/Web page..........ccvvverneneenecncnecseeees 80
Change is being noticed/appreciation for solicting feedback/Policy

manual upgrade good/using multiple channels of communication.................... 85
The "Ear"/other pUbliCaLIONS ...t 86
Vision,leadership,forward thinking ... 87
They do NOtNING WEIL ... es 9
They off all we need/have done everything they can.........ccoveceevvecccnneccevesecee, 97
Nothing in particular/don't KNOW ... ssesssssssssssssssssssenns 9B
REFUSEA ...ttt bbb bbbt P9

2Z2Z2Z2Z22Z2Z2Z2Z2Z2Z2Z2Z2Z2Z2Z2Z22Z2220

X Xzzzz2Z2
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220 Q23

CLARIFY.
If OFM could make ONE change that would make their products and services better, what
would it be?

(1/741)

Nothing / N0 ChanNQgeS NEEAEM.............ccceeireeccrere st ens 00 X
Customer service orientation/more,better,different ..., 01 N
Promote/explain products and SENVICES.......ccevvreirirenseresesee s ssessssssssesssssesssssns 02 N
Communication improved internally-e.g.between upper management and

analysts or between budget and accounting/solict iNPUL ...........ccvveeeerereeeerenenns 03 N
Communication improved externally-we're all one team approach with

clients/phone calls answered by a person not automated,etc............coeeeeererereenenns 04 N
Provide information that is updated, accurate,consistent,usabl e(user-friendly),

With DACKgroung detail ..o 05 N
TIMELY FESPONSES ...ttt ss s ss s e en s s e s 06 N
Realistic timeframes for workflow/give sufficient notice when request info

FrOM AQENCIES......cecececcce ettt 07 N
Computer systems/software,flexible,less trans.oriented, CAM S,wins,dev.new

acc.models that inter, or make AFRS inter.(ext rep)inv other agencies,

WV o bbb 08 N
FASTRACK SPECITiC MENLION........co et ssssssesessssssssesnnns 30 N
Allotment system-SpeCific MENLION .......cccvreerrrrre e 35 N
USE the INTEIMEE MOTE ... sss e enns 09 N
Policy directives-easy to understand, simplicity,customer involvement,more

timely Policy and ProCEAUIES...........covreeeriecieie s 10 N
Accounting-more staff,better traiNed...........occveeerenne s 11 N
Accounting-address Federal Contracts and Grantsin contractual terms, provide

better Payroll SUPPOIT ..ottt es 12 N
Budget-more staff, ableto respond, become familiar with agency;simplify

DUAQGEL PrOCESS......ceceeieectctrrecs sttt sttt 13 N
HElP desk-mMOre Staff,EC......ccovicierrererece st 14 N
Forecasting-accurate census in 2000,less confusing forms, add some health

insurance info, politics and economics,be sensitive to local datato OFM ......... 15 N
Personal Services Contracting-need things quickly and some that OFM system

cannot provide, MOre FHENAIY ... 16 N
Manual/written instructions-OFM manual more readable,clear,better indices........ 17 N
Training- geographic accessability,more specific(e.g.AFRS) ......cccoevvncnicnienns 18 N
Reporting-improve format;simplify;on demand;easier to read..........c.ccoveererernerennen. 19 N
AT OTNET <.t bbb bbbt 20 N
More understanding/support/knowledge of agencies/programs and their

UNIQUE NEEAS......eveececteteiecte ettt ae bbb bbbt ae b s s antes 21 N
Simplify forms and PapErWOTK .........cceeccrrecce e anees 22 N
RECORD RESPONSE @]
Don't KNOW .....c.cccereucerennen. X
REFUSE ...ttt X
221: Q24
Thank you. May we call you again before the end of the year if we do further research on
the topic of OFM service satisfaction?

(1/743)
B (= T TP 1
N ettt E e 2
DON't KNOW/REFUSEA. ..ottt 3
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225: INTO1

$E
That concludes my questions; thank you very much for your time and cooperation.
(1/753)
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